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Salah satu strategi dalam mempertahankan loyalitas konsumen 
dalam industri ritel dapat dilakukan dengan memberikan manfaat tambahan 
yang dirasakan oleh konsumen karena telah memiliki hubungan jangka 
panjang dengan peritel. Manfaat-manfaat ini dibagi menjadi tiga yaitu 
confidence benefits, social benefits, dan special treatments benefits. 
Penelitian ini bertujuan untuk meneliti pengaruh confidence benefits, social 
benefits, dan special treatments benefit terhadap loyalitas konsumen di Sogo 
Tunjungan Plaza. 
Desain penelitian yang diajukan ini adalah penelitian kausalitas. 
Data penelitian diperoleh dengan membagikan kuesioner kepada sebagian 
konsumen Sogo Tunjungan Plaza. Teknik yang digunakan untuk menarik 
sampel adalah teknik purposive sampling. Sampel penelitian ini sebanyak 
200 orang responden. Hasil penelitian ini menemukan bahwa confidence 
benefits, social benefits, dan special treatments benefits berpengaruh positif 
dan signifikan terhadap loyalitas konsumen. Berdasarkan hasil persamaan 
regresi confidence benefits memberikan pengaruh paling besar terhadap 
loyalitas konsumen di Sogo Tunjungan Plaza diikuti oleh variabel social 
benefits dan terakhir Special Treatment Benefits. 
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One of the strategies in maintaining consumer loyalty in the retail 
industry can be done by providing additional benefits felt by consumers 
because it has had a long relationship with retailers. The benefits of this are 
divided into three, namely confidence benefits, social benefits, and special 
treatments benefits. This research aims to examine the influence of 
confidence benefits, social benefits, and special treatments benefit against 
the loyalty of consumers in Sogo Tunjungan Plaza. 
This proposed research design is the study of causality. Research 
data obtained by distributing the questionnaire to most consumers Sogo 
Tunjungan Plaza. Techniques used to draw a sample of purposive sampling 
technique was. The sample of this research as many as 200 people 
respondents. The results of this study found that the confidence benefits, 
social benefits, and special treatments benefits positive and significant 
effect against the loyalty of consumers. Based on the results of the 
regression equation confidence benefits most influence the consumer 
loyalty in Sogo Tunjungan Plaza followed by the variable social benefits 
and Special Treatment Benefits. 
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